Refund - MGO Transactions 


Could you please share the reason for cancelling your transaction? 


Please keep in mind an online refund will be reflected on your payment 
method within 10 business days. Weekends and holidays are not considered 
business days. Let me send you the instructions to cancel your transaction 
on your profile on a new paragraph. 


If customer sent the transaction via Website 

After logging in, click View All in the Transaction History section. 

Choose the transaction that needs to be canceled. 

Click Cancel Payment at the bottom of the transaction details. 

Important Notice window will pop up, informing you to check your bank or 
card statement to see any potential MGI charges. Click | Understand. 
After clicking Continue, window will display prompting you to confirm the 
cancellation. 

Select the cancellation reason from the drop-down list and click Cancel 
Payment. 

Once the transaction is canceled, the Cancelation Successful window 
displays. Click OK. 


Would you like me to cancel this transaction for you? Or would you like to 
try it from your profile? 


If customer sent the transaction via Native App 

Select Cancel Transaction at the bottom of the send confirmation (Ready for 
Pickup) screen. 

Are you sure you want to cancel this transaction? Message will pop-up. 
Select Yes. 

Important Notice window with the refund time-frame information will 
appear. Select | Understand. 

Select the cancel reason and press Confirm Cancellation. 

Once the transaction is canceled, screen confirming the 

successful cancellation will display. 


Would you like me to cancel this transaction for you? Or would you 
like to try it from your profile? 


If you complete refund, tell the customer: 


You will be receiving the amount of . Your transaction has been successfully 
cancelled. You will receive a MoneyGram confirmation email with the details. Do you 
have any additional request for now? 


Shorter refund time-frame/Refund takes too long 
If customer asked why refund timeframe takes too long? 
| do understand that you would like to have your money faster. Please keep 
in mind your refund has already been approved and is in transition. A refund 
process involves an exchange of information between a few different parties 
(your bank, our bank and payment gateway). Each of these parties has their 
own procedures to complete the refund process/request, they need to 
communicate with each other and sometimes this process is not automated 
and requires a manual oversight. This is the reason it may take that long. 
Please wait for the time frame to get your funds reflected on your original 
payment method. 


Partial refund/Fee Refund 
For US customers 
Please be advised you will receive only the face amount without the fee 
since the transaction has been cancelled after 60 minutes from being 
sent. MoneyGram processed your transaction as you requested at the time of 
sending with no inconvenience on our end. As MoneyGram provided the 
service, we will keep the fee. Your transaction has been successfully 
cancelled. Remember an online refund will take 10 business days to be 
reflected on your original payment method. | am deeply sorry for the 
inconvenience. 


For non-US customers 

Please be advised you will receive only the face amount without the fees 
since the transaction has been cancelled after 30 minutes from being 

sent. MoneyGram processed your transaction as you requested at the time of 
sending with no inconvenience on our end. As MoneyGram provided the 
service, we will keep the fee. Your transaction has been successfully 
cancelled. Remember an online refund will take 10 business days to be 
reflected on your original payment method. | am deeply sorry for the 
inconvenience. 


Dissatisfied Customer-Fee refund 
| understand you and your receiver have faced issues with the transaction. | 
suggest you to submit a request to check your transaction situation. You 


need to submit an inquiry via the "Contact Us" link located at the bottom of 
the page, or under the "Help" or the “Help Center” link in the top right corner 
on the MoneyGram website. Your inquiry will be reviewed and you should 
receive a resolution email from MoneyGram. Your inquiry will be reviewed by 
a specialized team and MoneyGram International will contact you within 48 
hours. 


https://www.moneygram.com/mgo/us/en/help/contact 


Refund not received/More than 10 days 
If customer mentioned they have not received the refund, it’s over 10 
business days. 


I was checking your transaction and the cancellation was processed 
successfully refunded on the same day you cancelled it on our system. The 
system indicates your refund was completed on from MoneyGram's 
end. If you do not see the funds reflected on your account, | will suggest you 
to contact your financial institution to find out what is happening. | am sorry 
you are going through this. 


Store refund/Sender Refund 
Could you please provide me your and your receiver's name as they appear 
on your receipt? 
Could you please tell me your receiver’s name on your transaction? 
Do you have the receipt with you? 
May I know why you would like a refund for this transaction? 


| am sorry the receiver had difficulties receiving at that location. | could find 
another location for your receiver to pick up the money, or they can call us 
directly if you would prefer. You can also use our website to find stores for 
your receiver: https://www.moneygram.com/mgo/us/en/locations 
Additionally, | can offer you a refund if you would like, but | must let you 
know that in this case MoneyGram would be keeping the fee, as the 
transaction is available to be received at this time. 


Would you like to return to the same location the money was sent 
from to receive your refund? 


Self Service Portal - Cancel 


For future reference, you can also process a refund by your own in our Self 
Service Portal: https://www.moneygram.com/mgo/us/en/helpcenter 

You do not need to create a profile nor register with MoneyGram online to 
use the portal. | will continue on a new message. 


Please note that a valid photo ID is required to collect the refund at 
a location. MoneyGram will be refunding you . Please bring your 
new reference number and your valid ID to the store and inform the 
agent that you are receiving money. Now, you are the receiver and 


MoneyGram is the sender. You can go back to the store to collect 
your refund. Your new reference number is i 


If customer does not have valid ID: 
I'm sorry you're going through this, but as a security measure you must 
obtain a valid photo ID to collect your refund at MoneyGram store. 


Intended Pickup Location Formfree: 

Okay. | am afraid the MoneyGram Chat team is unable to process this refund 
through our conversation. | am sorry for the inconvenience. In order to 
complete it, please contact Customer Service at 1 800 926 9400. You will get 
full instructions once your cancellation is completed. 


Transaction Status 
Sender 
If transaction is available, tell the customer: 


Your transaction is currently available for pickup. Please make sure you 
provide the correct reference number to your receiver. He will need that 
number and a valid ID to collect the funds from a MoneyGram location. 


lf transaction was received, tell the customer: 


Your transaction has been collected by your intended receiver. The funds 
were previously picked up on . Please make sure to contact your receiver 
in order to confirm this information. 


Sender 
If transaction is in RF6 status, tell the customer: 


Your transaction is not currently available for pickup, it is ready to be 
refunded. We will need to process a refund back to you. (Then, proceed to 
educate the customer, either if transaction is sent online or at the store) 


Receiver 


If transaction is in RF6 status, tell the customer: 


Your transaction is not currently available for pickup, | would highly advise 
you to please contact your sender for further assistance. 


Receiver 

If transaction Is available, tell the customer: 

Your transaction is currently available for pickup. Please take your reference 
number and a valid picture ID to a MoneyGram location to collect the funds 
in cash. | can help you find the nearest location for you if you want. 


Self Service Portal - Track a Transfer 

For future reference, you can also track your transactions by your own in 
our Self Service Portal: https://www.moneygram.com/mgo/us/en/helpcenter 
You do not need to create a profile nor register with MoneyGram online to 
use the portal. 


PWMB Transaction Status 


| have checked your transaction, and it is currently processing. Transactions 
sent with bank account will take 3 to 4 business days to be processed and 
generate the reference number. Please keep in mind weekends and holidays 
are not considered business days. Once it is processed, you will receive a 
confirmation email with an 8 digit reference number. Your transaction should 
be completed maximum . For future reference in order to process 
faster transactions, you can use a debit or credit card (Visa or MasterCard) to 
submit your transactions. 


The 9 digit authorization number you have is used for tracking purposes 
only. 


